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ModwpZe Title: e ) ‘

Module No:- ) 4
Public.Relations ~  °

N

. - i

: -
\ . ¥ E .

Submodule Title: . i
'1. Customer. Relations

2. Complaint Handling -
3. Public Speaking

v S ) ‘ Tsplc:

o . . - -
. , e B . }
EN ’ ¢ ’ ‘s Y. £ .
.4 3 -/,_H - S o ) R

Objectlves. ’
Students ‘upon completion of this module will q;a to:

1. Definie and explain thé need for public re? th

2. Explain the pfocesses and prdtédgres to genera € favora le
’publlc relations through mass § interpersonal ommun jtation.

Identify the attitudes, methods and procedures nee¢e to

:handle various kinds of complalnts.

4, Plan and deliver informative and persu451ve tal

to par-
ticuldr audiences. -

. > .1/

@ - . ;

/ ~ »

’

wmransparenc1es L

Instructlonal AldS' . ' ‘ : N

Handouts - i
2

Instructlonal Approach: - . ) ' -

Lecture, Discussion; Role- playlng, Speeches, Form constructlon,'
ertlng, and Cr1t1qu1ng -

P

I3

,\&l-

References: ' , P
Institute of Public Affairs

1. Public Relaflsgg in’ Government
of the Univer ty of lowa, 197&

Effective Public Rblatlons, 4th ed., Cut11p and Cenxer,
Prentice-Ha 971.

Communlcatlons for Leadership series; Bdward E. Scannell
" McGraw-Hill, 1970.

Principles and Types of Speedh 7th ed., Monroe & ‘Ehninger,
Scott, Foresman, . 4.

querv151on. Concepts and PraEtlces of Management, Haimann
and Hilgert, Southwestern Publishing Co., 157% '

6. %pg§k(ﬁ1th Confidence, Vasile and Mintz, Winthrop Publlshers
AcC, ;-
7. Finding Facts, Rlvers, Prentice-Hall, 1975.

=

3‘

4.

Ao

S’.

. Class Assignments:

13

’
.
. +
.
\
X hd 3
ve A
. N v




. ] \d N . .
/ .. . . .

M -
’ L . - //..,

8. Interpersonal Speech-Communication, Keltner, Wadsworth, 1970.
9. Fundamentals of Interpersonal Communication, Giffon § Patton,
. Harper § Row, 1976. = .. . g . -

\\;f.-Community Journalism, Kennedy, Iowa State University~?res§,

1974. v i ..
0] e o]
V. Oral Communication: Message ‘and Response; 3rd ed., Samovar
and Mills, Wm. C. Brown Co., 1976. . T
12." Communications Handbook, 3rd ed., American.Association of
Agrxicultural Coliege editors, 1976. R S .
13. Supervisory Management in the Water/Wastewater Field, Envi-
ronmental Protection Agency, 1976. ' J .o
14. The Process and Effects of Mass Communication, Schrann ‘and
’ Roberts, University of I1linois Press, 1974. -
15. Practical Technical Writing, Ritchie R. Ward, Alfred A.
-~ - ‘Knopf, 1976. —- . ‘
16. %%g Elements of Style, 2nd ed., Strunk:and White, Macmillan,
1 2. , -
17. Igg Nature of Public Relations, John E. 'Marston, McGraw-Hill,
1963.° - - . * . - )
18, Handbook of Public Relations: The Standard Guide to Public
" Affairs and Communications, 2nd ed., ‘Stephenson, McGraw-Hill, 1970.
19. Newswriting and Reporting Public Affairs, 2nd ed., Chilton R, -
“Bush, Chilton Book Co., %970. S -

20. Modern Newspaper Editing, 2nd ed., Gilmore aﬁd Root, Boyd §
Fraser PuBIlsELng Co., §§76. f . R fa. .
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Module Ho: ~Module Titte: 7 v -
. ) ". . :k . Y * \ ‘
. - s Public Relations ’ A
o - o«
- Stbmodule Title: . __ .
¥ ¢ N
. " |, Customer Relations ‘
Approx. Time: N I
’ Topic: : B '
. * | N
+ ) ‘ @
e ¢ ~ e

' .

Ovarall Objectives:s

N3

Students upon completion of this submodule will-be able to:
1. Identify the two aspects of pub11crre1at10ns~~ communi’-

cations § service.

g

2. Examlne plant operators' opportunities to use 1nterper- '
sonal communication efféctively. ;

3. Examine plant operators' opportunltles to use mass com-

munication effectively.

~

-.—4. Describe the four-step cycle to effectlvely promote the
7 “treatment plant image: fact -finding, planining, action,

Ins;ructlonal Aids:

L4 ~

qTansparenc1es »

Handouts

<

o

= <

feedback.

Instructional Aspro&th:
Lecture

Discussion

Writing

..‘2—_—-4
@

neferences: e

1, 2,

¢

3, 4,5 6, 8,9, 11, 12, 13, 14, 17, 18

P

’C15"§“quignments'
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-
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- Module o;n. Modu]q Tit}e: , '\\., .
N\ Pubiic Relations - %
‘ o N - )
| . — 2 ‘ /:\\i ., Submodu1e Title: ] | |

2. Explajn how ‘communications-and service are 1nterdepen
‘dent and»symblotlc. S .

3

. . Customer Relations '\
. — — .
Approx. Time: . : L g
B , o Topic: =
- . g , C SN
a ) : \ Communicdtions/Service’
Objectives: ) ‘
3 -~ v ‘
Students w111 . .
. 1. Describe the communications model "

- * !, - M PR /
» - Instructional Afds: . ’ ' B y
Transparencied , CoTe : ‘ '
45 . S
Handouts: communication model
M \
L 4 ’ .)‘S“' - \\ 7
. {nstructiona] Approach: .
oo | . | ]
Lectyre - . / ‘ -\
- . -, AN -4
s . P ; . ' "
. Discussion ' / . . ' §
RQferences: ' i . )
11,2, 34, 8,09, 11, 12, 14, 18 B >
1 ' Y : - - o
- ) N

~ |.  Class Assigbments:

" | Read handouts- ‘ \
' ‘ ’ | S
Discuss =+ - ;o . e
e |- L 3 L . A . i
Lt ’ * a.’~ o . 7 T L. - -\/
.o B 2N - . .7
4 * ‘. o ¢ e
S L ! - -

s
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. Module No: - © Topic: - ) -
R AN - T ’ Communicatidns/SErvice ' Co b
Instructor Notes: ' Instructor Outline:r , - - <
. _ - . / 2%,
) v o - o SR Co AR .
‘ R X ’Et . ‘l ‘ﬁ_ k] .‘?.a ‘ . .
Ask question ,of class. GEnz.any 1. Why learn publlc relations .
case you ask a question andjno , a. To affect publlc opinion.| , <
- one’'volunteers an answer, ask b To make our job ea91er. .
A a specific student for his'- . o, . - \'
opiniomn:) ; : SRS IR . . C o
: Read?nd discuss PRH-1. _ Lot R [
B Handout PRH- 2 and Transparency 2. The communlcatlons model . =
PRT-1 go over. (Bmphasize. ele- a. communicator o - -
ments in the model and possi- b. message ’ :
’ bilities’ for static.) "t c. recejver . _ « ¢ .
. _ A . d feedback ' b,
Go over PRH-3 (no e the impor- 3. Factors in effectlve com- -
tance att1tudes shave) munication . R ——
. , co ‘a. message fonulatlon .ot )
. e b. passing message to media
N T c. media communiication N ‘ .
¢ : : 4 ' d. message flow . . L "
- - - i e. feedback I R 2
Ask why service and communibﬁti;h 4. Serv1ce/commun1cat10n ' “
are partners. B partnership- - ) .
Transparency PRT-2 and Handout -a. symbiotic =~ - L
t PRH-4°go over. Have ¥ldss memn-| - . s T - / P A
. bers,_gecount poor decisions by . N0y Y - R
.+ | ‘local government that adversely] . S SN P
. affected their work, Emphasize ' U .
that service and communication | - LA R : .
are 1nterdependent“-;\ N ' oA B X
1] L P SEEEAN . . \ '
. LT U J s . . .
[ - 3. ;’v - _ a A
. v Y - ‘j ;7 *
- . V4 i , s g -t . 4
. — - Pl . - - I e ¢
¢ a . - ’ R - ‘:J,v -
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Module No Module: Title: i .
, . ~Public Relations
, \ ‘ ‘) ‘,,'/(13 . .
' . SubmoduTe_Title: _
: Customer Relations '
" Approx. Time; . : .
T * Topic; ‘ . e
: Interpersondl Communication

9

OBjectiveS'

,

Students will:

1. State why interpersonal communlcatlon 1s important to

water treatment.plant's P.R.

2. Cite criteria for effective 1nterpersona1 communication.
3.- List opportunltles for 1nterpersona1 communlcatlon for, -

plant operators. -

47 Explain” how 1nterpersbna1 communications can.help plant

-

’,, .

-~

operators 1nf1uence goiﬁrnment dec151on maklng

Instruct1ona1 (Adds:

,“Transparenc1es

“©

Héndéuts:
)¢

‘

)

'F.v"

"interpersonal communication

Instruct1ona1 Approauy

Lecture RPN
-. -

Dlscuss%on

*

r'

=

References:

1,

.

2 3, 8, 9,

-

©

11, .13,

18

1as§ Assignments:

Read handouts::

Discuss
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Module No© .~ | Topic: ‘ ) ‘ -
\ ‘ o Y b ’ o .
! o InterpersqnaljQommunication: . ]
Instructor Notes: B Instructor Outline: . '
' “~
Ask students to pair upswith | o A - s
.| someone tHey don't know or.know . . \
very little and have each of - : _ .
) the| pair tell the other's’ name, o .
where «from and what good thing- ]
happened to' them today. Stu- '
dents will: not take notes, but L o
listéner will réport on what . L .
speaker “told him to. the class. | - . b A
‘ ; + 2
Stress that both are necessary 1! There are 2 kinds of -com-
to P.R. ' : - , munication: S ‘
" . a. mass commurication -
0] ! B o . . (through media) -
1 ’ ‘ - b. interpersonal communica- "
) : ‘ q;ggdignﬁ;tb~oné or small - ’ '
R C .gTroup) S
Ask question of class. . 2. Why is interpersonal coms ,
o ~ : E .| . municatiom important to thd - .
- water treatment plant's’ ¢
’ . ‘e P.R.? -~ ‘ . ) } o
Emphasize "both" - a. People form opinions and
Yo 7. -~ attitudes on the basis of
, . both interpersofial and | .
R ; ’ ¢ . o) mass communicatibn. ¢ . ’
- - . {Handout PRH-5 and Transparency -|3.{Effective Interpersonal’f )
PRT-3 read and discuss.- . | ~Communication R o
Have class cite opportunities for| a. Emphasize . . / o
plant operators to -reath gif- b."Know yourself . =~ - o
[ ferent kinds of people thTough | ¢. Listen ° S
. ipterpersonal cgmmunication | d. Be positive : :
| (list on. blackbOard) ., e. Watch fo;‘feedback o - ).
. .o | s {r
. [Have class explain -how interper- {4. Interpersonal Comﬁﬁhica(ion\‘. //(\§
: 'sonal communication can help helps: . k
in affecting responsible govern} a. goveriment decision-ma ing ' |
mepE/decision;,aking: : .| -1. contacts in governmen; . p
. - S , can hélp ydu assess ypur T~
_ P ' y relations and gain yop an JERY
. : . T . : p ° ,
M SRS : . ear Co . :
__ . '\\J b public ngjninn 1 N
0L & /-, 1. the same as above .
. | | | ‘ | -
J ' 0 |
/ lqa _ L

P B 2
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T =foduie Title:

Public Relations

.

-

Submodule Title:.

&

;Fhstomer Relatjons

-z .. , Topic: .
‘Mass Communitation

. B oot
Al -

.. Objectives: A N

N
[ . =3

Students will: - : ’ Lo
1. Cite criteria for: effectlve written -communication.
2 List opportunities. for mass communication.
. Identify the four functions of communication: ————
4 Write news releases for SpGlelC events using the three
steps for communication: surveying, extracting, treating.
o <

Instruttional Aids:
Tnansparenc1es i
Handouts: written communlcatlon
sources of’ information
four functions of communlcatlon
news release facts

Instructional Approach:
T
. Lecture
Discussion
Writing

pra—

References: o . B

,°2, 4, 7, 12, 14, 15} 16, 17, 18, 19, 20

-
-~

T .

C1ass Ass1gnments

Read handouts . ‘ N
Discuss . : “\-
Write néws releases and rewrlte if needed

7
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"« 1 Module No: ' Topic: K T
. .' + . ! &
: . o N Mas;i_LCommurilcatiop‘ - :
Instructor Notes: - Instructor Qutline:”, | ..+ .
5 4 - i - LY -
j ) ‘/ ) . = - : %’l
" Handout PRH- 6 and Transparency% 1. -Four functlons of communi-.| -
PRT-4 go over. cation ¥ - . A
a.. Inform e -
) ;o L7 *b. Instruct
- ~c. Persuade e ]
. g g d. Entertain < : ,
t N s ""
Read and discuss Handout PRH-7 | 2. Three steps to\effective
. |..and Transparency PRT- ) communléatlan ' '
Handout PRH-8 (give out and note,| a. Surveying N
- —that this~handout helpful in b: Extracting:
‘ flrst step) c. Treatlng - .
L . ’ .
. s Handouts PRH-9 § 4D . 3. News re eas?s . .
: I .Have-students write news - a. practlce
releasés based«uporn the .facts ° .
given in PRH-9. It will .be due]- . .
" next ‘class. Go over PRH-10
which is a sample news release. ’
. s . , -
'\ - . s v' /\ ko .
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: oo ~ e T
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Student Wlll' [ B *
1. List sburceikof 1nformat10n and attltude assessment
fact - finding: " & ¥

— -2, Describe short- range comm. goal setting: - plann1ng4~f
3. State criteria of_ €ffective-communication:

.{(

“-action: .

s
.

-~ A, Explkain methods ‘of evaluation: feedback. . L
P 3 3 A T, s T

. . ) & , . . - . S \

. » > . . - . 1/ -, . ~-

- Ihstructibnﬁ] Aids: < et RS P

h - ' L \ . : » - : B 8 ’

, Transparenc1es " *"Egé?;_ L P )
- Handout5° 'soutaes of 'inf®rmation - . ° - . e ’

oal-setting and timetable -~ . =

. communication. tips .

' methods of evaluatlon ‘ Y - .0
7 Instructional Approach — - R .
o £ \‘ . - ° : , - ’
Lecture . o L. T
" ‘ ‘-- . : f“‘) A - -, "': " .
Discussion: . : o ’ . T SN <
R . ‘ . . v . N P ¢ - <0 . Do
- i, : PR ) S oL . . \
References" ) R , . . -- S
‘5‘ N @
1 2 7 14 17 18, 19, 20 e S ' -
. . ' L - . @
- ] ﬂ/’: 1 S - :
< ‘. g ‘ - ~ - i - ot ‘
. e - 'y ' . - e -
~|  Class Assignments: .. - _ . ’ T A

-*Read handouts S - :

N - . . - . e - . \-;
s ! v e [ . -t .
- . N . -y . N el
. Discuss - ; - . .
- A ' Pl - . - .. o * v
? . s ! v
. . -
.. ,
. - p. » 1
< \/ 1 i [
— 0 N -
‘ ) e . r H . o
, - had r i . - )
, - . lﬁ‘ . Y- ‘
) .
. b -
- - )
- - . ’ 2 Ay
. ) < . = - o L2

€ < - ~ L 3 . :
\ - v ' ’ 4 ¢ ~ g ‘?\- ° v,
-« % M «a L4 - /—' " B a
) ' A \ - LA .L' v - »
] 7 “&,, v ..' ' . ' o L ,
: : .. - -Page - 8 of 9 D
. = . ! o - T .
) - ‘ . . : ’
. Module No:. .~ Module Htie: e y i . ‘.
- B . \ . v < - ~ f.’
s PO . Public Relatlons e ~N o
) : R i " : / . "’:: . 2o
. . : . . - . ‘
- . ~ | *Submodule T1tle° > S LT
= X o L 4 o- Cﬁstomer Relatlons;s' A i
Approx. Time: . . P - R ° L8
. Q - - o s
; : ¢ Topic:, ’ o
- J\-‘“ ¢ S . .- - L ;
N S R . (PSP S S | ¥ o e, . H
' o T Tts Four-step Approach——— e
. . W/ . o L
n‘.‘OEjectives:qn Tooee O TLL T L L )
. - ,. N - . a e - §,;1,~‘g‘l’_ - : ~ .
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Module No: ¢ Top1c. : o
. T "P.R.'s Four Sfep Approach .
: : ' R 3 :
Instructor Notes:. Instructor Outline:
‘.7’ [ \ « - L . . ?
v PRI . e e e

(ARead and discuss Handout PRH- 11
. and. Transparency PRT-6.

Y N

Handouts PRH-12, 13, 14,

. v
L .

-

§.15 °

1. P R 's Four -Step Approach . .
a. Analysis '

b. Treatment .

c. Distribution ‘ .
d.'Recovery/2 <. .

%. Four steps
a. Analysis |
- 1. 1nformat10n and attltude

assessment ;o

bl Treatment
1. planning -
c.” Distribution
d. communicate-

x o ¢
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‘3 ¥ 3
3 Ins‘.ructlonal Aifis: ; T . §
wamad, S / . Nl TN - - . I
¥ .
Transparenc1 S .

_~Role-pdaying ' .
1 Constfuctlon of report -form \\\\ . # -
P L /‘ - s , .
~"|  References: . ‘ . .,
/// o - - ' ' . ) °
~{ 1,2,3,4,6,8,09, 10,11, 12, 18 B . e
| - . .
Class Assignments: R T —— —
¢ * . i S, - ) \w "
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' T : - Page 1of 6"
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«  Module‘llo: - Module Title: . .
- f T Public Relations
v P . - * . ) )
- " | - SubmoduTe Title: ] F
.- - FIIATS e ‘ ~ “.\/'f
i S Complaint Handling - -~ L
_/Approx. Time: o : , s ' _
_ Ce " |~ Topic: R '
,,,,,,, - ' ’ - L2 )
i Oyanall Objectiveé: . : - . T s

-Students upon completion of this submodule will be able to:
1. Describe ‘the-attitude necessary—for handling complaints.
2. Explaln methods used to transform complalnts into needed
feedbhack.

e \\\\6::::;é;§§§ziiiifres for recordlng aﬁdxggggft1ng cpmplalnts
a: o~ R

Handouts

///;QSf?ucfional Approacp; ;‘\\\ PR -
““Lecture S . ,

Discussion

I - LB
- %
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Module No: Module Title:
‘ Public Relations
T e . oo Lo o
s 0 . .
' ) Submodule Title:
N T Complaint Handling
L;; Approx. Time: o T T -
J Topic:
—Attitudes
Objectives: - . T ,,/f‘///
Student will: . " . ‘ '_l' '
, 1. Characterize the emotions of complainants.
2. ldentify elements involved in defysing angry calls’ .
3. Examine how the answering of complaints and requests-for
information are a part of the service plant operator§*§ro-
vide; not an interruption to service. Py /
. . * 5(‘ —
| e o
7 Transparencies -. - WS
Handout: ' telephone tips N
1 o |
Instructional Approach: . ; T et
‘ : i
Lecture ' - "
~| Discussjon . o . !
- ¢ . b £
- éb i
References: T _ i .
1, 2, 6; 8, 9; 10, 12, 17, 18 - R —
' ¢ T
.- Class Assignments: ]
"'Read “handouts .
- Discuss .
- . RO ' . '

N : ' iy ,‘;‘ . 1 // [ “—':'.:IL ‘}:
M 7 ,"
; 2 b T
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. Module No: . - -, 'N\Topic: oY
_ Aftltudes\\«'ix
Instrﬁctor Notes: . Instructor 0ut11ne
. v 3

= e e e o

First ask class-to characterize
‘ the emotions of the usual com-
plaint callers, then ask how
they react to angry callers.

Go over Handout PRH-16 oo

~ X\ ~

Read and'discuss\Handout PRH-17
and Transparency PRT-7. s
Empha51ze the importance of tech-
niques to ackmgwledge feelings,
listen 1ntently, solve prob-
lems; ask questions_.and really

careg
Handouts PRH-18, PRH-19 PRH- 20|
1,- and PRH- 21.

)
Have all membars of the class
part1c1pate in role-playing
two at a 'time. Kest of class
will listen and comment ‘fol-
lowing each pair's role-play-
ing. Class should decide what
information would be recorded
and whdther complaint needs- -.
immediz’te handling.

I

b.
2. T

8

Oghers

elephone tips -

1. Attitudes impoTrtance
a. Yours

7

-Defuse angry- callers’

plalnts
‘Follow through

-
st ~2

3. Practice handllng
complaints. -.

e,

b Know how to handle com-
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- ~Hodule No . Module Title: - .
i o - _Public Relations '
: _— -~ " |7~ Submodule Title: , W,
’ Complaint Handling -/ !
. Approx. Time: N - ) !"‘. T
’ ‘ . Topic:, ;
e T Extracting Feedback N
.. a - ’ =
Objectives: i : ‘ .
\ '
Students will: A T " Voot
1. Categorize types of complalnts and 1nformat10n to be - '
recorded. . .
2. Practice handhng complalnts tiirongh role p1ay1ng &
Y S o .
Inst?izction 1 Aids: g : 7 _ Lo
'I{ransparenc[l.\ - ~ S _ T
N i N 1’; e \\ -
. . N o -
Handouts: 1st\§n ing N - o N -
. ques \1on1ng : r S |
Thstructional Approach: % \ .
Lecture - ’ f
Discussion i ’
Role-playing T
¢ - B T ‘\'<\_. //
< , %‘
References: 7 2
eferences: ’ ) / }j} n
3 g . ‘o i
1, 2, 3, 4, 6, 8, 9, 10, 11, 12,-1%, 18 - " i
o / ‘ o - b
; . ) -/
~ Class Assig' nts: NS N / y
" |Read handouts ) ’ ’ \ t
Discuss : =T : /
Role-playing ' . ¥ RFE = L
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Hodule No =~ ’ Module Title: -
Public Relations ° : ,
B B SubmoduTe Title: T .
s 3 . v
. - Complaint Handling .
- j‘App'rox‘; T}me’: I — g .
e, | Topic: » ‘ : &
y J Recording, Reporting Complainfs
’ L L
Objectives: . C T .

Students will: '
"1. Discuss the need- to 1nvest1gate complaints promptly.
2. Identify some categories of treatment plant complaints.
3. List information to ‘be recorded from complaint calls.
4. Modify the "Sample Complaint Report" -to suit your plant«-
situation (if -your plant does not already have-one). - .
5. Describe procedures for assessing-the 'validity of coms
plaints § incorporate it .in above report (if not already)

A

<~ Instructional Aids: - == i}

Transparencies . - .

e
PSRRI

Handoyts: 'Sample Complaint Report&rg\\

¢, T ,
Instructional Approach: Y

.f\ -

.
. Fion

Lecture - ! -

Form construciig&
K i ’ Y }
» ’X"

References:

Al ‘ b

/4;/Bjass Assignments:. I S . \
N ¢ Ve - e

- . \

iscuss - . . S

Cbnstruct form . ...

e i

" Discussion : P .
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Pace 6 of 6,

\Ptlodu'l e No: . ) Topi c:.

»y

Instructor' Notes: - , i

Recording, Réport{ng Complaints

4 ’ ’

Insttructor Qutline:

e
.

S

4

‘Enumerate précedurgs for assess-

Discuss the “need. to 1nvest1gate
‘fcomplalnts promptly.

“Identlfyxsoﬁihﬁzpes of complaints|

made to treatment plant opera-
tors. (e.g. wrong department,
property owner's problem,
sewer backup, etc.) ‘You may
want to list .on blackboard.
List necessary information to be
recorded from complaint calls.

.
o

Go over handout PRH-22 N
Modify "Sample Job Ordet Form
and Complaint Report" to, su1tv°
your plant situation ‘or -inc
porate necessary 1nformat10n o
into existihg work order or ~ -
other form used at your plant.

ing the validity of complaints
and 1ncorporate into form to
be used at’your plant.

- - - 'y

taking call.

t

int is to be

1:ARecordipgécompI§§nts

- Name of complainor, perso#

Time of complaint and datg

b.
C. Nature of complaint
d. Where com

sent next:

routing

2..Reporting comBlaints

v

.~
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.| - Madule Ho: . ‘i .- Hodule Tisle: =~ . ~ ° A
Q L :. ] ° ’ y . ‘- - — , . l
-7 S Public Relations . ’
£ “ . - . ' e " '
. e Submodule Title:*
IS - : ‘no——— = Pub%fé Speaking.-—-~ - -t v — - -
" Approx. Time: - S T '
A - Topic: - ( o
B Y
; . - . W
Ovarall Objectives: - . - .

- Students -upon completion of this submodule will be able to:
. 1. Utilize each of the three steps in speech plann;ng, sur-
veying; extracting, treating.
2. Incorporate elements of effectlve'dellvery in speeches

e

and speech critiquing. , ; ) )
Tnstructional Aids: ,)),{' - :_—-4‘ ” *g%“t L e
Transparencies - ‘ R S B
| Sperens f S
Handout ‘ " - y

Instructional Approach: - ) .
‘{'}: » . ke . ' . 1

Lecture " ,

‘Discussion T .

Critiquing ‘ : :

e s 3= . -~
>

— | References: - S R

1,725 3, 4, 6, 7, 85711, 12, 15, 18 S \ o

Class Assignments:
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Module Titles -
.Public Relations - L

'), . '- ¥

. a 3
. ¥, ‘ *
[

N\ [ SubmoduTe Title:

Public Speaking ‘ .

-~

Approx. Tfﬁeg N N 7 _ .

~ 7. State the°value .of pract1c1ng,,rewr1t1ng, rev;g;pg

| Topic: 3
! .= » B ' .
\ ' . Speech Planning .. -
b " [ R - . : ) "
. Objectives: | T - — -
. Students will:) 7. ‘ e

1. LlSt and explaln the three steps 1n speech planning -
surveying, eXtracting, treating.

2. State advantgges and dlsadvantages of tﬁk fog; methods
of speech making. . ; N

3. Analyze audlences and fac111t1es.

4. Describe the process for se1ect1ng and ﬂarrow1ng an * .}
appropriate toplc. ‘ N v J L

- 5. List sources of 1nformat10n. C .

.. e 8 !

6. Qutline and write speech | ..

8. Plan effectively an informative talk and h persua51Ve
talk for particular audlences.

.‘ ) .

.o InstrqctionalfkiﬁS?

"2, 4, 6, 7, 133 12, 14, 15, 18

Transparencies, Handouts: three steps 1n speech plannang
four methods of speech making
‘%hstructlonal‘Approach I e e T
‘Lecture. p 4 , )
Discussion , - : -~ -~ T
eterences: ) ' 2N L

. . A
. R . o .
&
o
* -
y = ’ -
! —
RS R + . .
- e 1

. | o . A ' ‘( N
- — . ’ ‘ - ‘ ‘ ) - N
_Class Asswgnments ' e = -
' -~ “ A . . - P. »
Read handouts *\» S P ,
Discuss ‘ . : 3

Write speeches — -
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- v - .
. , . -

-~ -’Speech Pl%nnlgg

o

I S : .
nstructof Notes: | e,

a

Instnuctar&Outllne-

¢

~

P—

S

o

»
i

Handout PRH-23

L. Three Steps 1n Speech Plan

£ ©q

. ,|Transparency PRT-8 \

“ Y

Note that these arg the samé 3

®

ning

L

L]
a. Surveylng

Hal"rdout PRH-24

Handout PRH- 15

spec1f1c.

steps used for writing, . -
bt d

Emphasize keeping toplc narrow,

.
P
*Aﬁ{

3
’”

"I~ b. Extfactlng

c. Treatlng

*  handout)

-f . > \;'

1, .

‘Haridout PRH-256 : W

Emphasize that tHIs method is. the

best (a). ‘

Ask students w1thout looklng to
state advantages and disadvan-
tages of each method (as a re-

-view). _ A

Ask students to state the value ‘

3

ﬁ‘".a-

e

. Extemporaneous
b. Impromptu
c. Manuscrlpt read1ng

d. Speaklng from memory

-’Ko

)
~

/
&

[

5. Valuegof practlce'

-

- "”

r'd

¢

<

2% Characterlzlng Audlences,.
1 Fac111trgs (go over handout

3. Sglectlﬁg top1c (go gver,

s

4, \Four metﬂods .of speaklng

w\‘

- -of practice first, then add Bestows confidenc "
points not expressed by them /;g\\Allowg feedback " (if be-
gﬁrdm list at—rlghf”\ ' 4 fore another .person)
_ o T Fam111arlzes you Wlth
) ) S R ﬁd' w ', material. -~
d. Makes reV151on ea51er

N

Vvt O

(S

Have stugénts plan 5 -minute Ind
formative talks té6 a service ..
club\like Kiwanis about their - \o ¥

~ treatment p1ant’§»operatlons CLo—h e

E and a 10-minite persuasive talk Co ~ . x
to the city council on why .t 8o A ‘ ]
water rates should be raised -|. “ - - . . .

. --5%. (The’ class, will de11ver thd - =~ - a

: _ talks after next top1c ) —‘ v . -0

- . . - M a o 7y
. v ; 3 . N .

6 Plan talks.

1

{

1

)
K
»

b ) ' 4
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. Hodule No: - - Module Title: o
‘ '-‘ - ‘ { / 3 - ' . ) “‘
: ) , {* Public Relations PR
E b - - .
/ C “Submodule Title: - . ¢ /
A ) ) ' - i ,\\ N
‘ ‘ _ Public Speaking .. / :
< ' Approx. Time: , - L R g N N . / )
: S e Topxc:_‘,/' ) /
4 ) e Speech Delivery . / a
5 |~ Objectives:__ = A B
Student will: ' L)
1. Describe the mental attitude’ needed for pub11c speakmg
2. 'State the importance of eye contact., - ? /
3.. Tell the value of empha51s to enthus:.asm anid enthusiasm
* for emphasrf
4, Note the: 1mportance of ‘av01d1ng dlstractmg physica®’ and
: focal mannerisms. el
5. Enuymerate other speaking a1ds.
6. Critique their own and other students! speech ab111t‘fes.
Instruct‘ional Aids: R
. : e e
“Transparencjes T —
Handouts: speaking,tips
critique sheets ’ - coe
. ) 3 B i ‘/c ., -
4 Instructional Ap’proach:' ‘ ’
Lecture . B ‘i"" N
Discussion~ . ) T L.
Speech making‘ - - - : " / ‘
| Cr1t1qu1ng nr . o / Ty
References: T / . >
o - ) ' ‘ [ , T
2 /1/"‘6,5 11, 12"“1-,5» oL s e
., . — ~ -
’// " N N N ' - . . r/ * .
—r, o . ’.a) : / *-) -t . . ) A‘
Class Assignments: -~ . - o ) R '
- ¥ ‘ . . v P I
Read handouts.’(}-’“ L ¢ g S
Disguss 4 e T
Make .speeches - ) /. .
Crltlgue-speehhes v K ]
. : / ,
—— .
r's ” B I :v ¢
3 ™ -
i - 23/ ) N
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/ - ' ’ Pace 5 of '§5° »
Module No: - . Topic: - - '
vk ~ Speech Delivery
s / ' . ’ .
Instructor Notes: tInstructor Qutlines .
a " . &
' ' <
> <1Handout PRH-27 ° 1. Barriers to effective
Emphasize thdt everyone is .ner- 1° speechmaking il
vous ‘initially, - ‘ - a. Nervousness T
' ' b: Lack of enthusiasm
Emphasize importance of feedback; _- €. 'Lack of knowledge
. ) d. Poor organization’
~ e. Distracting mannerisms
~ f. Lack of eye contact
Transparency *PRT-9 — 2. Elements of Effective
Handout PRH-28 ' Speechmaking
/ ( R ¥ a. Plan well® -
' ' b, Be enthusiastic ’
1 - . c. Emphasize |
- A d. Keep eye contact
) e. Be .confident - " g -
N . ' ’ ° -
Handout PRH-29.  °, 3. Speechmaking practice e
Have students deliver informativd a. Informative speeches.
talks and critique themselves “ T i
_ and each other. : e :
-|Have -students deliver persuasive b. Persuasive Speéches. ..
speeclies and critique them- y; '
selves, and each other. i !
-t ~~ . N 4
- ~d,
Ame . ’
\ . ' i
' ' & f \ - ® A
, ‘ \' 7 ®
. : { - ¥
i ¥ -~ __,‘“ ¢ N ‘_/-_\
- : - 3 ! -
fﬁ.# " - ' ’
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a. Communlcatlon and speak1ng T - ; ’ .. ~
* b. Speaking and writing .

c. Service and communication

d. Service and ‘handling complaints

Evaluation Questions | . .
- . . . :
-PUBLIC RELATI"ONS . .
. Part I. True=~- False-—Put a "T" or.an "F" to the left of each
' ‘ numbered item to des;gnate whether statement is true or false.. .
(T)"i Public relations is utiiized to influence publictopinion. s .
(F) 2, COmmunlcatlon and service are different tasks that do not~ . -
. affect onelanother. A . v - ‘ -
. . N . / . ¥
(F) 3. Att1tudes/held_11tt{e importance in effective communication.
(T) 4. Listening is essential to effective interpersdnai communication.- & -
- ~ L Y . (
(F) S. Interpersonal ‘relations are little help in affecting govern- .
. . mental- dec;slon -making., Vﬁ//{ _ , | fa
(T) 6. The three steps to effecti wr1tten or speech communication
. are: surveying, extractlng, and treatings N >
(T) 7. InP.R.'S four- step -approach the recovery (feedback)- step © :
involves .information and attitude assessgent. J N .
.T) 8. Complaint hand11ng should be seen as:a part of serV1ce X
(F) 9. In speech planning, 1t does'$i mafter how fam111ar .you are with the ) .?
: sublect initially. . E
(F) 10. There is 1o value to- practicing a Speechrlf you are a good /
’ speaker. - ( v
Part ‘II. .  Multiple-Choice--Choose the ONE BEST answer for each TW
— of the following numbered items' and write the letter of that ° SRR
*% answer to the left of the number. / ‘
v . V '7 ( | > - ‘6 |
- (d) 11. We need pﬁbllc relations for whicl of the follow1ng reasons?’ * ;
. p[ a. To change our image. N
b. To make our job easier. B
cs To influence. governmental decision- maklng T
d. A1l of the above, . ’ - e )
. €. None of the’above. ) o R S . /§§§i
(c) 12. 'Identify the0;wo'overa11 aspects of public relations: e . j
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- . . v A : -
13, Which of the fOllOWlng 1s NOT one pf&the four main functions .-, R N
' ' of communlcatlon? oo . A o Lo

aLToente’rtal TR — e S
'b.! To instruct” o . ., s T .
‘4, c. To, elect. ' = . . S )
r d. To inform:. . ' - S - L BN
. e. To persuade.~ e o o ) P s
/(a) 14 “The two types of commun;catlbn are: ' ;;,“' o e, e
R . a. Mass and- 1nterpersona1 L LT S LT e .
' b. Radio and TV= oo N o
AN . ‘i Y [N
’ c ngerpersonal and. personal oo b - S .
.o Broadcast and press , NS , oo ’
& e ‘None of the above e a _(” B I SO
N o T T
@ 1€Mh1ch of the following ds NOT one of " ‘the four srceps of PRAs . -0
four-step .approach? . _ ' ‘), , IR
' 7 ~, - . . - e __“ - ‘o _‘9" v "‘,.‘ .- -
d K a. instriction o S o » S
*“» b. analysis ' S Ce Ty . I S
. - ,'CGw treatment (plannlng) . o .. Ty ST
ol d. disitribution (communlcatlon) - . A I T
e. reCOVery (feedba ck) {gﬂ,,,—//f" ) Dl ¥ B
(d) 16. Which of the following can result fgym\proper‘handl1ng of o St
complaints?-~ _ . s @ G
. '™~ a. information for P Rw.plann1ng P 55' N S T
b. suggéstlons ofozggrer wdys o, prov1de serv1ce =T e )
“c. satisfied customérs ' . € .. Coa *
- . d. all of the above s new ez - - L L T
(e) 17. Which of the” follo 1ng should you know:abougfg/ﬁroup before ~ |
plannlng a speech to reach‘that\g;gﬁﬁ? C . s 5
M - - " (__ ﬁ' - »»'““ ~‘ . ‘. ,3,#:5 ’.",‘
a. occasion of grbup . ; TEIVENES o ’ S
iu\purpose of gro S e .
- interests .of members : ‘\;)- T .
, agesﬂgﬁ members ° ; ‘ o oo, C-
~ 7e. all of the above v ‘ P A S T
| g ’ ' ' ’.’ ; ' * ) l. i ) 't
« (c) 18.- ‘h which of the follow1ng methods of speaking is eye contact. : -~ .
. lackzng? - C e : | VL
) - - ~ &x;_w:‘, ' an T TV
a.‘Extemporanepus Lo R 7. : L )
’ b, Impromptu ) . AR : 4 e Ry
c. Reading ffom manuscript. * . — Co T L e
d. Speaking from memory - B ) ' I
. 3 - N 3

, * 1 - .
. - - > ~. -
‘ 4 2 .
14 L ~ . =
L ' . . R - )
- o, < . - , .
. - ] =~ A ‘ -
' -
\ < g 1 ,
- -
- 3 n > . 4 . . .
- - Y - ~ °
~ . o,
3 - ¢ S 7
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\g(c) 19. Why is eye contact lmportant in speech: de11very?
/. a. You are more persuasive if you stare at members of the audlence.
b. You can then gauge the ages. of members of. the audlence and
© change your ‘speech if-mecessary.
€. You can pick up ience reactions,.
d. None of the =

» ey

eedback
none of the above

<
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>
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" WHY LEARN PUBLIC RELATIONS?

. o .

As water pollution control and water supply plants
attempt to change their images away from sewage disposal
plants, there needs to be an emphasis on public relations.
Public relations is -all about influencing images--public
opinion. Public! relations means relations with your . - .
public's:~. - -

community ,
governmental units .
customers 3
-—""employees .- : 5 5 .
‘press . } 7 \

- .
* -

WHY CHANGE OUR IMAGE?- o
- * ' " 6
. To make our job easier. ' d/
Lo ' ; - ' -
N LY. . . /
HOW WILL IT MAKE OUR JOB EASIER? . 0

Y -

Y ’ PR 3 : . * - - v
It aids cooperation: in funding, reducing complaints, /
getting favorable government decisions and respect. ‘//
. r . -~ ,
92 ~ X . //

R . N » . s ] ,
W’ -

. .. — & .
HOW DO WE INFLUBNCE.PUBLIC OPINION?

-y

Through communication and service. -

-

i T




PRH-2

- COMMUNICATOR 7 ENCODER © MESSAGE/%/ DECODER ~ RECEIVER

/4 . .
i . ~ N —_—
Y / ) FEEDBACK/ . T

/ . . .
/ ) s ¢

IR
. ~ X
v
\\:ﬁi\
‘i
-

TﬁLS-COMMUNICATION MODEL J1S~BASED IN ELECTRONICS.

INTERPERSONAL COMMUNICATION WOULD NORK THE SAME, EXCEPT
? THERE WOULD BE NO ENCODER OR DECODER.,

s 3

£ THE ENCODER IS-THE BROADCAST TRANSMITTER OR PRINT MEDIUM,

.THE DECODER 1§ MISSING EOR PRINT MEDIA SUCH AS NEWSPAPERS,
£ JMAGAZINES_OR BOOKS. FOR BROADCAST THE DECODER IS YOUR
/g’~ *RADIO OR TV SET, . L ,

,
. | S TEP S : . ,
\ 7
1. THE COMMUNICATOR FORMS HIS ‘MESSAGE AND GIVES IT TO THE «
ENCODER, . : :>
s . 2, THE ENCODER REFINES THE MESSAGE AND "\, - —
. 3. SENDS I ouT OVER THE AIRWAVES AS A SIGNAL, ‘ L

- Ll ! . i T i

THE DECODER RECEIVES THE SIGNAL AND .., J B
—  S5._INTERPRETS IT FOR VIEWER AND LISTENER, '
i STATIC BETWEEN COMMUNICATOR AND RECEIVER CAN BE ELEC- -

TRONIC OR CAN RESULT FROM’ MISAPPREHENSION; PREJUDICE;
POOR MESSAGE 'STATEMENT, ETC. .




. N ! ) . ,l. ]
FACTORS IN EFFECTIVE COMMUNICATION (Eliminating Noise) .

)

. FACTORS IN MESSAGE FORMULATION:

-_— —
—

1. Knowledge of'f;cts, media, audience h
2. Skills -of writing, speaking
3.~Attitudes of communicator 2

, ' . 3
. FACTORS IN PASSIN§ MESSAGE TO MEDIA:

1. Understanding of information, instructions
2. Attitudes of media personnel™
3. Attitudes of communicator

, o o
. FACTORS IN M§P1A~CDMMUNICATION:

1. Technical skill of me&ig‘personnel A

2. Attitudes of media personnel

IV. FACTORS IN MESSAGE FLOW-TO AUDIENCE:

~

1. Audio, visual interference
2. Listeéning skill of ‘receiver
- 3. Beliefs, attitudes of receiver
A N 4 9 .’(_.‘
V. FACTORS IN,KNOWING%WHETHER COMMUNKFATION IS EFPECTIVE:

-

1. Direct responses/bf audfénce
g

2. Formal, informal jgauges of publ%g 6bin§on




’

plant reach 1ts»goals of prOV1d1ng more and

SERVIC -/ COMMUNICATION I

- rv"

. - e
-, Public rel&tiéns”must be aimed toward

tter ser-

ﬁg}biné/;our' : < ‘ ,/T‘

v;ces to the Community. Your communlcathéabf your goa15»3 { ('

/ .y
and suqcesses toward reachlng those goals will gain you N I

QR
the public support necessary to attain them: Espec15i1y>

¥n government we must have public suppqrt_to achieve our

_— -

- ' goals. . = ’

P _ . K

A Service and commynication are interdependent and

symbiotic, eaqh thr1v1ng only if its partner does: If our
services fail, oufr communications will be more crlsls " -
/ ~

oriented than goal orlented However, if we galn support - N

-

publicly, we will become a part of the c1ty S dec151on- .‘

making- prbcess. We will be consulted aH«;; building

~>

' prgfects, zoning and other mattefs that can very easily

affect our ability to deliver servites effectively.

Ay

- -7

L4
)
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A : ‘ - -
- Elcments of ﬁffective InterbersohaI&Communication
- N

1. EMPATHIZE'# Be able .to see things as andther in dif:
ferent circumstances might see them. This means you
must be_sensitive to others. -

v _._J'-—N. N - ‘ - -t

" 2. KNOW YOURSELF - Know your strengths and limitations,
but. don't be complacent about. your limitations. ‘

- But, be yourself -and hold a positive self image.

.

ERS

i ' . ' ‘ ’ + Y 1 "
f3.'£4STEN - (always first) Be a reaéy and willing listener
- and show. a willingness to respond to others' needs.’

. -
‘ N&\‘ ) o L

4. BE POSITIVE - Yes, sy what you mean ¥nd mean what
© you say, but be positive; don!'t complajn, offer

-splutions. Humor\is/usually positive and is often

the best way tqQ maké a point, ) -

H
;

.’
A

5. WATCH FOR FEEDBACK - Learn to recognize physical
reactions and-verbal reactions to your message, )

~ Behavior on the part of the Iistener helps us to
know whether we are getting our message through.

. . Ld . 5 . ‘7 \\- .
« — - = . . . ) » . °.
'

B .
t - 0 . .
.
. . . -
t ¢ )
. o .

.
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" "~ .- FOUR FUNCTIONS OF COMMUNICATION: . t N
' 1. 'To inform .o ;
’ 2. To -instruct ‘ ‘
» Lo R
! 3. To persunade ! .
. ) . . 0/ : e
. Co 4. To-entertain / -
~\"\, N T [y
1 ) A A ‘\ 7'!,-
, 4
"We will be concerned_ptimarlly w1th the first and ;
third functlons, though clearly when speaking fo school >
’ i
students or social clubs the others may become our : o
-, * §
1mmed1ate concer Of course, most communication can, g%
g . . . e
have elements of/each function. — ‘ N 2
\ ’ - E o
: T i
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. S , ) j" ' ® heybd
THggg%SIEPS T0" EFFECTIVE WRITTEN COMMUNICATION M
¢ ] - N . ' . " \\
"1. Surveying e - . >
' -a. Researching, fact-finding: documented source .
material, . o L :
b. Observing, interviewing: interpersonal communica- .
tion, broadcast media. e
. i
’ & '

2. Extracting

-

- ,a. Pull together material relevant to gemeral subject
- matter (some writers prefer to.put one fdact or —
‘ statement eagh on a 3 x 5 card, making it easier .

to group them later). .. . o
.b. Decide major points to be made directly relevgng\d

. to single theme. K *V\\\
i gy
3. Treating - e . L Ty T .
) ) =4 35‘}}12\‘:,4 =%

a. Group material for your particular reader accord-, .
ing to its support ©of a major point to be made. /
b. Put major'points and support material in order.
c. Write leading into first major point and making.
trdmsition from one major point and its material
_—_to another. . :
-d.” Read, rewrite, revise--be sure who, what, when, )
’ where, why and how are coveréd in course of writing.

S
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S DOCUMENTED SOURCE MATERIAL .

- e e e T
T

‘ .. ‘ . ) ) ' -* ‘ \\‘
1,_Store Houses of Informatlon' : . _ - S
) ‘ a. L1brar1es--pub11c, school, prlvate —:> Lo

‘. b. Newspaper--most metropolltan ‘dailies have a "morgue", a f11e
. of news clippings by subject,
€. Government--many government documents available through”
~ libraries; others can be secured by writing. to particular.. __|
-government agencies whether federal, state or local. : -
-d. Expert in field--keep a f11e of experts whose oplnlogs you

i
trust. K ¢ .
e. Broadcast station--if the newsphxer can't: "help, maybe” 1t can. - ST
f. Bookstore--your library. likely s a current copy of Books

r in Print, which is .divided into <1listings by subject, title
na autﬁor. I1f net, most"bookstores do-and they can order

directly for you. - . xe ;
L g. Files--don't overlook you own f11es' Keep coples of you own .
o -news releases and clippings of news articl on your plant >

or other -subjects that pertaln to your wgf 5. . -

7
’ .
; , ) v

2. Library Resources;ﬁixlslons' » ' - .

' . . e}
' a. Card catalogue--listing of books in 11brary accordmg to& .
subject, title and author. '

b. Reader's Guide to Periodical Laterﬁfure-:magaz&nes_and joufn- ’ ]
" als-indexed according-to subject m tter.: e . C \
c. Vertical f11e~-pamph1ets and ofher materials. f11ed accordlng, . -
to subjett mdtter. T
o d. Reference bdoks--the library's ‘referénce 11brar1an can ‘help .
' .you se1ect apBropriate reference hetksxlf you have dlfflculty
~ 1N - Al
3. General Reference Bbok;E . » oo
. - - I IR .
- a. Dictionaries ' : ] e R
b. Books ‘on’ usage and style A o
c. Books on synopnyiis, antonyms o R .,
. d. Books on quotations ) : T .
e. Encyclopedias . _ t' / T ‘
f. Fact-finding guides : T A
g. Blbllographles o, - o o .
h. Reader's Guide to Periodical _Literatuse L R ‘
- i. World Atlas . . . T . . ]
o j. World Almanac ! S . e S
k. Biographical references - A -~ A 1
1. Yearbooks A . . T
m. ‘ -

,Government pub11cat10ns guldes L :

Lot 4 .
. : - ) -
° . e
~ - ‘ . -
s * . -
- .
s . R
) .
.
¢
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4. §Eec1f1c Reference Material for Wateanreatment and Wastewater
ireatment Plant Operators: . :

. The American City
Berkshire Common
Pittsfield, Ma 01201

Chemical § Engineering News -
"Amerdcan Chemical So&}ety
1155 16th St.gN.W,

Washington D.C. 20036
Chemistry ‘
-American Chemical Society
"1155 16th St. N.W.
Washington D.C. ZOOSP

"Environment
560 Trinity Ave.
St. LOUlS, Mo. 631730

EnV1ronmental News N
U.§ "Environmental Protection Agency
Washlngton,,D C. 20460 .

Federal. Register Bulletln
Washlngton b.C. .

Highiights : . “.
Water Pollution Control Federatlon
3900 Wisconsin Ave. N.W.
Washlngton D.C. 20016 _/”_

x_ B R
Journal ‘of the E onmental Englneerlng D1V1510n
American Society of ClVlL Englneers .
-345 East 47th’ Street « , . .
New York N Y. 10017 . < o

- C s,

Journal Water Pellutlon Control Federatloh
3900 Wlscon51n Ave. N.W.° .

'Washlngton 'D.§. ;OOI6 j‘" ~ 52%,¢ .

OPERATOR
.S.C. Environmental Systems -
-Clemsontypiversdty(’

Clepson, S:C./20631 L.
,Opflaw —

_ American Water. WordeASSOCIatIOn
666 W. QU1ncy Ave.

Denver Colo. 80235
: 5

" Pollution Engineering . .,
1301 South Grove Avenue .
Barrington, IIlinois 60019




Solad Waste Systegg

Governmental
41a Brea Ave.

A 444 N.
P.0. Bbx 36591 -

3

D

uRefu$e Collectlon and Dlsposal Association

Los Angeles, California 90036

Technology -Transfer J ‘ :
. Environmental Protegtio/ Agency

o

4

U.
incinnati, . Ohio 45268

Water § Wastes Digest
P.0.. Box 13728 N
Philadelphis,  PA. 19101

H

{
/

4

/

r‘

W1111ng Water
American Water Works' Assoc1at10n

666 W. Quincy Ave.
Denver, Colo. 80235 -

.owe

.
-
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1 - NEWS RELEASE FACT - :
> —~ ‘ K f" - N
: T “' b -
‘/ 1. Constgucfig~uhomplete on the new waste water treatment plaht.
/” s 2. Open house will be Thursday, June 15.
Py PR ! - . R )
3. Maypr'John Jones will officiate at ribbbn—cutying ceremony. \ v

4. Council members and Chambef of Commerce officials will .also take

t - . .

- 2N

3 - e S v
N part in the ceremony, v , o R - . :
. ' ) .. R R SN a “r’;,.” ' . D '
p 5. Coffee for all in attendance will be served at 11 a.m. T e -
L — 6. All in the*céhmﬂnity are invited. »
~ 7. Plant cost $2.3 million to build. It was financed by revenue
" o t o -~ M )
- bonds. ) \\
- . - R M - N T et L ’ ’ -~
8. The plant is on Highway 23 one mile west of Your Town.
‘>', 9. There is'parking available just east of plant -office. There R _
7 b d \ ) B : ’ -~
- will be signs to direct cars. : :
g .
. 10. Open house hours are from 9 a.m. to.4 p.m. o - ‘
, ) e L A LN
A Bl 7;\‘5——-7‘
o ‘,‘»_“»—;0-,'/‘ . JJ ‘ - -
L ad -, s N f . s
QTE: What will interest the reader the most? That should be .
LT . , yeaur lead in. - . . T
[ P " b 4
. T C .
. g L : .
¢ . — ‘Q . - . v s '
-, -~
- *
- 7 —— ’
Lad " . " s 1\ ) //"
» hd . ; s i ,
Y3 e _ e - J 4 e
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{OUR NAME AND TITLE
CITY DEPAR'NENT

~ON SIDES OF. COPY So MEDA
CAN MAKE ANY NEEDED ChAvGes

- ¢ .
(SAMPLE PRESS RELEASE) ' e

—

1 3 .
; .
M % N
’ be proposed at Monday night's City.Council meeting, according to Jim
@ propgsed at Mopday night's City : g5 gt _

Smith, water treatment plant operator. \

. )
The increase is needed  to finance repayment of $2.3 million L o

. ﬁ’ . — e .'\ ; %

P

3 - - - - X \ -
in revenue bonds issued to build an addition onto the city's water )

treatment plant, Smith saids— The council voted last Monday to , '

issue the bonds. - -~ - ¢ | .
The rate for treated water~metered°up to 1,000 cybic feet :

. . . . \\
would: increase from tHe present $1 per 100 cubic feet’ to $1.10 per
5

100 cubic feet if the proposal is epprovedv* -0 T
Y The rate fo: treated water metered between 1 000 and 5 000 .
cubic feet would i

increase. from 90 cents to 99 cents per 100 cub1c
‘1

feet. Beyond 5,000 cub1c feet, the rate would 1ncrease from 80
[ ON— ¢

cents to 88 cents pe

100~cub1c‘feet. N
the minimum montlily charge for faw water
\

Under the\ﬁrgpos

_..«"‘{"

will be $72, up from $60.. The raw water rate would 1ncrease from

15 cents to 17.5 cents pex 100 cubic feet.-
T

°
N

The council in its decdsion to issue the bonds praised the

\ ‘. \,

Q {
EM@_ yThe rate /increase as propos

t; woul take effect next month

-t PR -
i -
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. " Step One:- ANALYSIS® ro.

¢ . = “ J——
' CT T Ce 4
° - i ’ -0 ‘ ‘ :
,- 1. Determine the state of

rélations.with your public
based upon sources of information and attitude
' assessment.

\
~.b. opinion| polls and surveys
\ . .

c. fYPQ§ and frequency of complaints and compliments
d. interpersonal communication

i
e. employ e,fepogts L ’
‘ f.-suggestion box - .
’ (If you feel you lack information about bégple'slx
atmitudes; you may want*to initiate a_questionnaire.
sent out with city billings;)~ =
! e g JE
. > / .
- ! N s o“ : .
- 2. Recqrd ?nd'%ile above data by subject matter. - .
[ . o v A
' el
N - ! ‘\\\\

a./articles, news stories and letters to thé‘éditor

e

B . Nin
g,
-

N B ‘\'
e A i
AR -
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\
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\

o
i 4
N
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—
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‘TREATMENT ~ .
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Step Two:

3

-«
S Based upon your assessment of your relations w1th
L your public's and- the plant's long-range goals.
: (usually set in accord with city planners' and city
government's goals), set very specific quantified -
- short -range goals to:
- 'é? a. Notify customers well in advancé of service or
A or rate changes, or pro§osals for . changes with
. complete expfénatlons of causes and beneflts.
b. Keép citizens and customers informed abou
~ innovations at the plant, successes in- -1 ~1ng
seryice needs. and personal achlevements [ -
employees (whé\hen,on ‘the job or off) :
[~ .
0 c. Inform c1tlzen5\of pEilCles that affect them,
: _such‘as methods of" handl&ng—cnmplalnts. %
’ )/‘/”” : -
X 7 d. Don't miss an opportunlty gﬁ tastefully toot?
~ ° your horn, but only 4f youd horn is polished-- -
i cred1b111ty Teads to-trust and respect, which are
. essential elements to effective communlcatlon.
= f e. Quantify your goals as much as p0551b1e. "This -
; year we will get 24 news releases out to the media"
. . -or "By June 1, we will try to-have reached all
i ! cutomers in the southwest district with three
! separate communications.." L ey
3 . E B ) ;
) i
- o | . "~ . -
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] . Step Three: DISTRIBUTION — . L vy
Lo . ~ e — : ST
. . e
. . : o r - 2
. 1. You can get informative and persuasive communications .-
- to your publics through: ; T : ;
s - - . . -, B . y "‘~/(~)
— ' "a. mailings to accompany billings . R
‘ . b. press releases and photegraphs to print and. _ N
» - broadcast news media ‘
-, . C. repé}ts to city officials- . ‘ )
d. interpersonal communication (opinion leaders)
-€. speeches to community and <ivic.-groups :
° g . . }
. . . o |
f.. correspondence ML . R S ~l
b - . . - ' s { s N . - ——
- g. displays at the plant and elsewhere . : f
. ) - 1S ) N . ’ ' ' !
. ' h. plant tours, open house - - . i e
i. adVertisimg N |
Jj. awards-' -+ ) ' ‘ . ‘ -
a . 3 ~ .
2. Criteria -of effective communication: v —
N ] _ - . . X = ¥ w-:‘;
a. Use as many avenues as are available gfid afford= - — |
able, yet appropriate, to a particular message ) < Y
for: particular publics. ° AR
- " b. Always explain technical terms gnd data fully, “L
* - since they will be unfamiliar to many in your - = - ) . )
audience. ‘ ‘ : S ‘ -
. . &: ) . /' . - A P M .,
< c. Timing is of the eSsence--<a major criterion of

.+ news isufneshness;%§ta1e news isn't news.
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Step Fotir:. -RECOVERY . - LT
N . ~ M
" v Y - * v . ': ‘Q
This is the same as Step One--just be sure you follow -
.- . . Y. -
up. Remember the bullet thgory of communicatiom is - ~ . .
¢ ' M ’ . )
dead -and use of it is sure to kill your communication-—
effectiveness. Know the vdlue of recycling. B
) R . . . ) . ~ ’
a. Be f1ex1b}§-v1f your goals are unattainable, recon-
sider them; if your methods aren't working, rethink
them. - Planning is good anytime--anytime it's
—~ thorough. . ) .
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/ * . : - - . " ; T .
/o S N . YOUR ATTITUDES (.
/ ke ; I N .
\ T . . ‘ - . ' | ' ., . / < )
1. Your' attitudes: ) )
» ! ’ )
a. Toward your job _
b. Toward your fellow employees
c. Toward your family [ .o
. d. Toward others '~ - T . » .

° h o* N »
can help or hinder your ability to effectively handle
e «complaints, to remain cool, detached--take dare of
- your .attitudes! : . -

. 2. See complaint handling as a part ‘of the,service you
provide and-fiot an interruption to.that service.

|

" a. A customer is having difficulty--§oulserve him. .

., b. Complaints can render 3%£§§§2§i°n vital to P.R.

planning. - 5 )
. c. Complaints can lead t suégestioha of better ways
.. ‘ of providing servigefg'“ ' :
~d. A well handled compalint call can lead to a satis-
‘fied customer and the kind of P.R..you can't buy ,
any other’ way. ° : . '
o ) i D . ’ P
. ) . . " . / — —
- .3. Some callers have as their -goal to upset you as much |
as they are upset, whether it has. anything.to do with"
. - your: service or mot. . :

LN hd

a.Plré'you going to let them do that to you?

b. It mdy be impossible to- cool them down.

-

c. Can you end the call firmly but tactfully?

o -

'

- °
. \ . “~
- - x ~

¥

_—
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. ’ xTELEPHONE!XIPS . o
- . | g R}
1. Ways of defusing angry callers: RO
" +a. Acknowledge the callers feelings--"I can see you | ‘
‘are very upset..."_ ‘ -
¢ N - A -

.b. Practicé\listening--don”t unduly_jnterrupt him;

. let him get it off his chest.”
c. Be a problemlsalver--listen for clues to the real
problem. b ’ . . : : . .
d. Ask questions--"How high is the water?"._  "Is it
" rising?" Questions help gét to the real\problgm.:i~~
e. Show respéct-«he"mqyzeventuéiiy‘show you-respect,®
a P.R. plus. - - . T
.f. Remain detacheéé%you can remain cool only if you
. remain.detached Trom your own emotions.
gfLShow~interest--caller% won't cool do@h ugless they.
think you really care. . - N
* h. Know how to end.a call firmly, but tactfully if
Jjust a crank call, e
- B R - l” A
- B . -
“2. Know the procedures of handling complaints so(ybu won't
promise what can't be delivered. ‘
3. Record-the complainf accurately and follow through on
seeing that the proper person is notified. A
’ ’ -ﬁww . ‘ - i MZ:AP___IW
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ROLE-PLAYING SITUATION #1

TEE;E‘I§~a terrlble smell com1ng from a sewer drain at the end

l "

of your block. You are having a.family reuﬁion‘gnd an'outdoor,barbeque

-
» - 2

this evening and don®t want the odor to rg}n it, ‘ ! 7

Can thé.cify'get there to stop the odor this afternoon? ) e

2 N M <

T—

If not, {5 there something you could do to quell the odor? (Sodﬂa E
vé;y'disappointed'if‘they say they can't get to it until another déy, N
and keep saying that this even1ng 'had been plaﬁsed for a long time and
that some people couldn't be reached’ to change the location for the
barbeque, so you really need help on it. . . l . ’

. . . _e.

.

NOTE: Use you owrr name,'address; and phone nuﬁber‘ang ad-1ib any -

other .comments as the need arises during your conversation. a
- . -4 ~ \ .
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" Plant Operator ROLE-PLAYING SITUATION #1 .
. ‘ . . * L ’
- ; :’fn ' ” . S . .
You have a crisis in the southwest part of town where a water :
. ; _ ;5
il main.hds broken and,a small brush fire is burning out of control. The !
v . N o . -
crews are-all out working to repair the break, but you can't count on -
‘ the pat}:h job holding until they get.the fire out. Sq, you can't . \ .
¢ e ) . . -
- romise any immediate service except in cases.of dire emergency.;,
Y - ‘ “:.‘ ¢ - L‘
./ A L 5 N '
- . - " . N - A . .
NOTE: At end of conversation, tell class what action you would take * »
» T . N N ¢ : ‘_’ R -
) * and what you would do with the complaint report. ' , -
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Complainer . ROLE-PLAYING SITUATION #2 _ Ly

» \

You have a backed up sewer and can't shower or do»any washlng of

clothes or dlshes w1thout the water backing up (there is no water 1n the 2

« Dbasement now, but a}l sink and t011etlwater drains very slowly).

B )
+ oy

You have called the city before on thiej?esterqay (though you

I
’

got ‘the wrong department‘ﬁnd the new girl who answered said she would

> - ° »

forward your complalnt to the r1ght off;ce~you don't know whether ghe

- did, but after all it's the sameé c1ty government Don‘t they talk to

each other’) - ]f»" ,\\~ T

-
Il

L - You wanf‘a’tlon now and fast or”you are g01ng to call the mayor -
who is a Eersonal friend of yours. - ’ . '

»

NQfE:' Use/your Own name, addrese, ahd phone numher and ad 1ib dtherf

h M4
2 T

.' ¥ . ) . - > 3 .l
S comments as the need arises during the convefsation.
Al
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PRH-19b . R i - . . R :
‘ % A %, C O
Plant Operatdr . ROLE-PLAYING SITUATION #2 - ~ . _— . . 3
- « It is-near the end of the day _dnd your orily crew is work:.ng T
.  hard to fmlsh putting in a sewer ma1n so. homeowners 'in that section . L
. . T . ; ,
of town can start hookups tomprrow as previously, scheduled, — . :
S You can't commit any workers unless an emergency arises. You K /
could schedule something for tomorrow. 2 T --
v . e ~,
N H - \
Ve ’ N R 2 ‘ . B #}ff
HESE . ‘ L8 . -
. o - . H e - R .
NOTE: At end of conversation, teX”class wh-&t@ion you wouTrd-take . ¢
. and what you would do with the compluint Teport. - . .
. - . B .- M . . -
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Complainer . - ROLE-PLAYING SITUATION #3

=1

~

You just\went -into your basement and smelled gas around your ,

furnace. You dlscoyered the pilot light was oPt but you don't know

b

how to turn off the gas. Th? smell is really strong and you haven't

opened any w1ndows yet-you wanted to get help flrst (You have no

hd »

idea how long the p1lot has been out, you were gone all day today and |
r ‘yesterday). , : : _
- . ‘ ! - . ¢
You want them to notify the right department if it is out of
—

-

their Jur1sd1ction, Because you have to get the windows open in a
x..,( f

hurry before theie is an exp1051on. If the person you are ta1k1ng

- 3

to protests that_you have to call the right department yourself

~after saying thathyou have to hurry to open windows, then just
+hang up on him, -

NOTE: Use oyour own name, address, and phone number and ad 1ib any

other comments as the need arises during the conversation.
k .

- . /
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- Plant Qperator - ROLE-PLAYING SITUATION #3 .° 7 ' //~—--—
\ . . - > N '
. P . . ) . - * ; - v v’ )
v *}7' : Your department handles only water and waste treatment — the gas .
- : . o . ’ . v . ' . * ’.g,u ———
utility is a different and distinct department. ; ‘ L i‘“f;"
s - - LT
/ ) . . / » . - -
NOTE: - At the end of the conversation, tell the class what action you Voo
- QJ - N

1

"< would take and what you would do with the complaint report. .

', L}
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Complairer - ROLE-PLAYING SITUATION #4 , ; NI
N . - -— . ' . ’ ' - N
A . A . -
You just got a water bill that is double the last one that you :
N_,,,\‘i thought was high enough. You say youocoqidn't have used twice the e
) - water, even though you did-water the garden a couple times during tifs .
" month. You want your meter checked out, b_ecauée there must be, ‘ \,
OQ ¢ .
) something wrong with it.  You won't take "no'" for an answer — how do o,
. you know that the meter registers accurately. . « ’ 7. «
~ . M I N
. ’ - . ' .
= . X I ‘
= : . NOTE: Use you own name, -address, and phone-number and ad 1ib other .
F comments as the need arises during the conversation. . T
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. Plant Operator ' ROLE-PLAYING SITUATION #4 ., ~ - .° o e
N ’ o e . ’ .‘ i : . 7 - - > N I’ g " s Y - ‘. " *
. ‘v\g&‘ L - ’ * - ol - N v .
Answer this complamt as you ordmarily would in your pl:ant '\ é‘\
. \ £ Y- .. .
) an/d tell ‘the customer exp11c1t1y .how you W111 deal with it,. ..~~~ — -7 o 2
/ ) B -, ’r . . A ‘ \-) ’ ‘ ' ) : "»
. / N . \‘ % N Ty e . R e e N . .

- NOTE: ' At end bf conversatlon, tell the class at a?zction you would

!
take and- what /y_ou\ufjld do with-the complaint I:epoztt.. N I ' ) . k

‘ R |
R 14
4 -~ - N » . ° . - d
- ' ’ !
> -~ [ 4
N -
. .
- - ) ¢
- ’ \Q
. . . , ’ i . < Q’ - [ ¢
) 1
-
“y . \ ~ , ¢ ¢

!
. ’
. ' - -
: ~ - . j

. — . — o

. .

. » 9 * ;

- v -
N ’ . ' .

J N . - . .o L

| . s N i

¢ v d
N - N
. s
’ ~ r . s N
. o~ o~ ) Q\/\ - e ' - g
. F" N
- 1 3 , - * - > -
. —a
- . ~ - -
I Y =
- A v * LT ‘4
. ' ’ L > ! ) ¢
f L -] < - N /
- —
3 . . - =N
- L -

J < .. : oo
. Iy ~ '
°
/ « i
AR . - )
> V\ .
5 -
.
P N N Foa
_— T
== -
— ¥
- & N . . I3 s
. . =
’ — T, . -
. N
. -
.

. . - : 5, :
= - - ¢
. s {en s ot - .
M A}
i - ; N -, : / P "
. d
] . ) . -\ ~—— v ., ! ~ '; y - «
\ & ; = - NEE il -
— ” 6‘ Y
\—’ - ) e . . -
N ¢ - . - -
WO / . '." ~ ' N % . [
o / -4 ’
O\ v [ ’ . -
. “/ TT— e et - ‘54 N b )
‘. - . s
@ ;

X ‘. n g . ° .
\> \S ' ) ' ’
\ . » 4 - h . ~ *
- . . » . ‘ . . '’y
L. . - y v .

[ P
. &) . o * ‘6 ~ R -
ERIC ~ -\ L T e . . .
2 .____ N :_._.:__é._,_._’“.__._., I . 4 yaty -Q—'v o {



PRH-22 , ) | ' B * : ! Lo
. [ . —_ P
oute to: - r, . ~ DATE: \J )

. / . ) "/
. [ B
E G e e e e e B T g..,, .......... e e e /
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- - T T C T ﬁ ‘ ~‘ - % -
. - 1. Surveying; L e . -
/ . Determme purpose you want speech to ‘form. .
ﬁ Character1ze audience, facility.
e c.~Find out time available.
k - d. Select toplc--keqp narrow, specific. . 3 ;
e. Pick ‘speaking ‘method. - T ° S
/ f. Research, fact find. :

X, -

2. Extracting:

A a. Pull material together.

-

- 3. Treating:
- / N
‘ a. Put major p01nts and support ma 1"h order,7// ~

. Write speech, or outlineom cards.
(1). Include'anecdotea to illustrate maJor points--

‘ everyone likes stories.
: ~T. Read,- rewrite, reyise. D

- &
N

b. Decide major paints ‘to be made. s




- . ‘ e 1/ ) . R ) .
.. CHARACTERIZING AUDIENCES, FACILITIES

-
.
®

N : - S :
1. What type of audience will ‘it be? . Sl . '
a. purpose of group (e.g. social, religious, educa:

N

tional, humanitarian)--£fit your talk to ix§ puzs,. ”
- PR o N

pose as.much as possible. .- ,
b. makeup of group--ages, special interests, aud-'-
+ 1ience's knowledge or expertise in possible topics.
C. occasion of greup--fit your- talk ngoccasidn of
group if special. = I IR . ’

1 p . ' o ’

- R . - L i \- v .
2. What facilities will-be available? i
a. types of projectors, screens, sound systems™

b. size of Toom, speaker are ' . v
c. chalkboards, podium, easels, other vigtal-aid
equipment - R '
d. lighting and lighting controls—" . .

¢

°
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- o ' SELECTING A TOPIC o
* P - A . ‘;;" -, ' .,’g:q . . N R /’(
* 1., Your topic should: . o .
) ’ : .
a. Be something you know something about--the more
" ‘familigr-you are with the topic the easier plan-
ning becomes. S L, - -
: ~ _ . .
. b. Pertain to the pukpose of gréup and occasion. :

. Be suitable fof the makeu of. the grouﬁ.

‘ . s . : X - s
d. Be narrowed to fit. whatever time slot is available , R
for it and allow time for questions if desirable-- - ’
make your topic as specific-and relevant to the
local. situatdon as possible.- —i-
o t . . k ’ R -\ ‘
’q - * . t
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m e -
_ L - FOUR. METHODS OF SPEBCHMAKING - . - :
i.‘Types of speaking methods: extempoﬁaneous;.rkpromptu, reading. Lo
from manuscript speaking from memory. ’ o ,
X ﬁ;Extemporaneous (not read or rec1ted) speaklng )
! « (1) allows eye contact for better feedback ! - ST
(2). necessitates you know the subject| ' T
(3) allows use of a jackup system (outllne or main p01nts
- .on cards). : .ov o
(4) allows you to taTior.talk to those present -
: (5) usually poor fop—&mportant statements to government
bodies, press - - . ,
b. Impromptu (no preparatlon often in answer to thp press s
questions): ) \
(1) necessitates care to apswer only what you are cert&*n of .
(2) allows eye.contact and often’ informal atmosphere for K
good feedback - . —% . ’
(3) poor method unless necessary o
Pond Read1ng from a manuscrlpt‘ S o N
‘_ k . 8 .'
‘(d) best for 1mpor tant stateme {; ) s
~ (2) good for complete securit ~
* (3) often comes across as read rather than as spoken
> (4) eye contact ‘lost - . \ — )
"+ (3) difficult to make language changes catled’ for 1f aud- 7 e
- ‘ _1ence makeup different than expet ‘ :
‘ % - . T
d. Speaklng from memory: ' ‘ -
. ‘ /T ' ‘ -~ -
' " (1) good for openlng, clos1ng remarks or for short' speeches
- such as introducing a speaker or cceptlng an award- _
‘0 (2) eye contaffrgalns feedback R
§ .(3) can make Temembering difficult 'if / ou ch;nge wordlng o 1
. ... to make appropriate to audience. .
(4). may sound mechanical--you concentrate more—on what to
say than how .to say it~
® (5) if you forget some, ,you may miss- 1mportant points or
. v ; become v151b1y upset though outline on cards p0551b1e
4’,:;-b o B - , ® "
e . ) oo
~L \ - " s . |
[ ‘- -

ForeeTRp— - S R peg e
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BARRIERS.TO EFFECTIVE SPEAKING" B »

. L . i L. .' ..f . .
1.. Nervousness--everyone is nervous, but most find ways to control
e Or overcome it: : ’

s N [

1 . . o

a: Know that your audience is friendly;- it's only very contro-
- versial people who get unfriendly audiences. ) ‘ ’

b. Know your subject, it will raise your level of confidence.
. "‘More physicallyj walking, or gesturing; that will help 'work
off nervous energy. . - ) ST
d. "Feel" confident while you are speaking; you will if you've

. Picked a’topic you know and are interested iy. ’

(g}

» . K 3

=
N

e. Speak as often as you are able; it gets ‘easier each speech.
f. Remember the hardest part of your speech is the beginning;
once begun the rest merely follows the lead in, ‘and if you
* have planned an ending,. it will get more and more relaxing
as you congingf% i . . . T ’
' Ay

' [
B -__/ ?
PRTS L . e

- 2. Lack;of eﬁihu$iasm;- ou may initiallf not relish speaking, but
oncCe into,ygu spe » if 'you know your subject and are keenly -
..interested 1in' it, you will show ‘the enthusiasm necessary to

interest your listeders. .-+

i . .

: . L. . L I .
3. ‘Lack of knowledge--this shouldn't hgipen except in casés where

. : Yyou may be asked to answer questions impromptd and you don't
, have ¢ertain data. at hand.

¢
\_‘ . - . L3

, %;%Eoogly\organizéd speech--<if you.unaerstaﬁd your tap}c'aﬂg cov-
’ggér all’important-points leading from one to the next, you will
¢=" have sufficiently well organized spﬁpch. i S

/. . ..

]

N Y Y " - N :
ﬁfaﬁgggﬁlstractlng mannerisms: // ‘

4

-a. If you begin to stutter, sltfow down; most beginning speakers
speak too fast because théy are trying to work off nervous-
« ness. Speaking slowly c¢an help calm you. , .
b. Try not to make nergous gestures; make gestures that empha-
size points in youdipeech--these gestures will help. calm
you. x ¢ ' . :

L4

with a question (farg), it is yolr only means-to ‘knowing
whether your audience is with yo
or disinterestéd. * -

o R \ - . ?

6. Lack of eye tontact“-unless somsﬁfe;breaks—into your sﬁeééh AT

or whether they are lost
N “ \ .
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ELEMENTS OF EFFECTIVE SPEECHMAKING |

5 &

1. PLAN WELL - take it step ‘by. step.

vt

e

‘ -
.2. BE ﬁﬁTHUSIAg§&C/;’3f g ' th: are.
s 2. \) you are, ey are. .

\ D - R . g
« . . .
’ . ‘. ‘ i

* 3./EMPHASIZE - if you'ré enthusiastic, );bi;;1~1 emphasize. -

-

JQ 4. KEEP EYE CONTACT - learg.to read your] audience's_ reactions.

.Go to speeches and observe.. o

»

Vs ke
-1 . : . - °
Y . e
¢

5. BE CONFIDENT - -téke, care of the -above?a‘in& .confidence is yours. -

! .
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. . SPEECH, CRITIQUE SHEET . }”m§$;mh.
Do ’ A ' ‘ - ’ B
L _ . ’ - ‘ NI
//4/ Speaker's Name - ‘ N
L \\ /-‘ . - ,
Topic . ’ : '
. : RATING # _ !
“ . ELEMENT . 'Poor Fair Good: Very Good Outstanding
- . -1 2 "3 4 ., - -
‘ I, PLANNING® \ Co . , :
2 1. Topic appropriate = . : J 1 !
‘ X 2. Topic .narrowness sufficient . . .
B 3. Substantia;égn of major points s '
4. Speech organization - ‘. ; . §
5. Explaration of terms - ~ L .
. 6. Knowledge of subject. — . . ) |
’ 7:—0Overall preparedness _ - - * ;
C. \ T . ,a
II1. DELIVERY . . <
.8. Enthusiasm = Coe T
N + 9. Emphasis - . - - - o .
10. Eye contact - L N - .
11. Lack.of distractinglmanngxifms
12. Nervousness obvious S , . }
’ 13. Method of speaking .appropriate <.
.t 14.‘Speaker confidence . - _ . -
© . ", .15.'0verall audience interest. Y SV ‘
. ‘ - 3. . , .-
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, COMMUNICATION MODEL .. .
T -A‘ L . 7 ’a ‘ ) ‘,‘7 s R «
: '~_ ) ¥ - ) - . -*"j' : "\"'.
- COMMUNICATOR ~  ENCODER .,  MESSAGE DECODER* .~ RECEIVER
( ‘ | [ - o ﬁ
Lo . FEEDBACK - e
, o~ § SEERE S
- THIS COMMUNICATION MODEL-1§ BASED- IN ELECTRONICS, e
" INTERPERSONAL CQMMUNICATIOﬁEQDULD WORK THE SAME, EXCEPT o
THERE WOULD BE NO ENCODER OR:DECODER,” - - .
THE ENCODER IS ;ﬁE’BRoang?ST TRANSMITTER OR PRINT/MEDIUM,
T - o * :
THE DECODER IS ,MISSING EOR PRINT MEDTA SUCH AS NEWSPAPERS, . .
- * MAGAZINES_OR BOOKS, FOR BROADCAST THE DECODER IS YOUR . .
RADIO OR TV SEF, . t Q ‘ - '
' . g ] DU
; N STEPS: e
.. Y7\ THE COMMUNICATOR FORMS.HIS MESSAGE'AND GIVES IT.TO THE
p ENCODER, : SR Lo ¢
" 2. THE ENCODERPREFINES THE MESSAGE-AND ..
. 3. SENDS IT OUT OVER THE AIRWAVES Agjé;§xsﬂAL. /;
o 4. THE DECODER RECEIVES THE SIGNAL AND ',.. ‘
¢ - YL : Y : ~
s 5. INTERPRETS IT-'FOR‘VIEWER AND LISTENER. .
‘ i | - ‘, o }, P ,,\) '
.STATIC BETWEEN COMMUNICATOR AND RECEIVER CAN BE ELEC- - ;
x - TRONIC OR CAN RESULT.FROM MISAPPREHENSION, PREJUDICE,:
POOR MESSAGE STATEMENT, ETC.” - " | R
: ' : }& : S
. | . ; ]
‘(Jg , .
v " L e ; =
) ’ " B4
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‘ - EFFECTIVE INTERPERSONAL COMMUNICATION
e oL :
. ~_ - . . ; -
¢ -, EMPHASIZE
. . . T
o C KNOW YQURSELF
Vg N \ N
e \\" ’ R \

. .
L S

"BE-POSTTIVE

4

P
e

LISTEN, LISTEN, LESTEN

WATCH=FOR FEEDBACK
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